
State of Utah 

June 21,2004 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12" Street, sw 
Room TW-A325 
Washington, D.C. 20554 

Re: TRS Consumer Complaints Log Summaries for the FCC 

Dear Ms. Dortch: 

1 I ! J i l l  1 - 2004 I 

FCC - MAILROOM 

v the Fe In accordance with the lmuroved TRS Order issued in CC Docket 98-67 ,ral 
Communications Commission (FCC) along with the order dated June 2,2004, the Public 
Service Commission of Utah hereby submits the original and four (4) copies of Utah's 
TRS Complaints Log. Also Included is the original plus four (4) copies of the Consumer 
Complaints Log reports from Sprint, the state's TRS provider, and Sorenson Media, the 
state's VRS provider. Copies of the Consumer Complaints Log from the state of Utah, 
Sprint and Sorenson Media have been electronically sent to Erica Meyers with the 
Consumer & Governmental Affairs Bureau at Erica.Mvers@fcc.gov. In addition, a 
diskette containing the aforementioned documents has been forwarded to the FCC's 
Copy Contractor. 

For the period of June 1,  2003 through May 3 1, 2004, Sprint received a total of five 
customer complaints that were filed with supervisors at one of the eleven Sprint TRS 
Centers. All of the complaints received by the Administrator and the TRS Specialist with 
the Utah Public Service Commission were referred to Sprint and are included in their 
complaint records, therefore the Utah log does not reflect any complaints. All of the 
complaints were resolved in a timely fashion; and as far as we are aware, none of the 
complaints have escalated into action for the FCC. 

For the period of June 1,2003 - May 3 1,2004, Sorenson Media processed a total of 
50,409 video relay calls for calls Originating or terminating in the State of Utah. 
Sorenson Media received a total of seven complaints, which represent approximately 
.01% of the total video relay calls process originating or terminating in the state of Utah. 
All complaints were resolved. 

mailto:Erica.Mvers@fcc.gov


Over the last two years the Utah Public Service Commission issued surveys to a majority 
of Relay Utah consumers. Approximately 100 surveys were returned each year and the 
Commission found that 95% of the respondents were satisfied with Relay Utah, whereas 
5% of the respondents were dissatisfied. The respondents who were dissatisfied 
indicated no reasons for the dissatisfaction. 

The Commission has released an RFP for a TRS provider for the contract period January 
28, 2005 to January 28, 2008. The PSC has been actively gathering feedback from the 
Utah Relay users to help the Commission ensure a quality relay service for our state. 

The Utah Public Service Commission, in the best interest of Relay Utah, continues to 
work in conjunction with the FCC and strives to be proactive in order to provide the best 
possible relay service for Utah residents. 

Sincerely, 

Julie Orchard 
Commission Secretary 
TRS Administrator 

(801) 530-6796 
jorchard@,utah.sov 

(801) 530-6713 

Attachment #1: Utah Complaint Log Summary for TRS and VRS 
Attachment #2: Sprint Summary of Complaints 
Attachment #3: Sprint Annual Tally Report 
Attachment #4: Sorenson Media Summary of Complaints 
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Complaint Tracking for Utah 

Tracking Date of qL 
09/30/0? 

43032 + 09/02/0: 

The caller tried to interrupt CA in the middle of 
recording to request for a live rep. CA ignored 
request and kept on typing the whole recording. 

Caller said the agent did not keep the caller 
informed during the call. 

September 2003 
Date of I Explanation of Resolution 

Spoke with CA on the need to be 
10101/03 perceptive to the caller. 

Coached CA to call for help raise 
09/02/03 assist flag whenever help is needed 

to set up the call properly. 
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Complaint Tracking for Utah 

Tracking 
# 

3351J 

Date of Cat. # Nature of Complaint Date of Explanation of Resolution 
Compl. Compl. Resolution 

12106103 ,, CA did not explain relay servicesc and CA was 
extremely rude. 12115/03 Appropriate action taken. 
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Complaint Tracking for Utah 

'racking 
U 

3492J 
3492J 

Nature of Complaint Date of Explanation of Resolution Date of Cat. # 
Cornpl. Compl. Resolution 

01/20,04 CA did not follow customer instructions. He also 
stated that the CA was slow typist. 

Coached CA on following customer 
01/20/04 inStrUCtionS. Reviewed vm to voice 

ans rnach procedure. 

01/20/04 7 
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UTAH-Complaint Log 5 2003-5 2004 Summary XIS Sorenson Media cmfidentiai information pursuant to 47 C.F.R. 5 0.459 

Sorenson VRS Complaint Summary Sheet for 2003-2004 

As a courtesy, Sorenson Media is submitting per advice form legal council, the 2003/2004 hold timeslspeed of answer tally. VRS is non- 
mandatory and speed of answer is currently under waiver. 


